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摘  要 
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With the growing competition in the hotel industry, that how to improve the 
employee’s job performance and lower the employee’s turnover rate in hotel has 
become the important strategic decision-making in the operating management of hotel, 
because it is the critical factor to sustain the invincible position and competitive 
advantage in the intense market competition. 
 This paper, based on the related theory, mediated by relationship quality, studies 
the influencing mechanism of management commitment to service quality of 
hospitality on employee's job performance and turnover intention. The innovations of 
research are as follows: (i) first constructing the integrative model, which begins with 
the management commitment to service quality, is mediated by relationship quality, 
and ends up with job performance and turnover intention; (ii) constructing the 
relationship model of the management commitment to service quality and relationship 
quality in hotel, and also verifying the relationship between dimensionalities of 
management commitment to service quality in hotel and relationship quality; (iii) 
exploring and testing the internal relationship of variables of relationship quality; (iv) 
establishing the dimensionality structure of management commitment to service quality 
and relationship quality; (v) the management commitment to service quality is 
introduced into the hotel industry. 
Based on the empirical analysis of hotel employee, The following conclusions 
are drawn: (i) the generating process results of employee’s job behavior in hotel 
experience environmental stimuli(management commitment to service quality), 
emotional states(employee satisfaction, employee trust, employee commitment) and 
behavior results(job performance, turnover intention), which reflects that the 
generating process of employee’s behavior in hotel experiences Environmental 
Stimuli-Emotional States-Behavioral Responses; (ii) the variables of relationship 















service quality, and then have effects on job performance and turnover intention, and 
more, relationship quality plays an important mediating role in the effect of 
management commitment to service quality on the job performance and turnover 
intention; (iii) employee satisfaction is antecedent variables of employee trust and 
employee commitment, while employee trust is the antecedent variable of employee 
commitment; (iv) all the dimensionalities of management commitment to service 
quality in hotel are the important driving factors of relationship quality; (v) the 
management commitment to service quality in hotel includes four dimensionalities: 
organizational support, organizational reward, organizational empowerment and 
organizational training. 
In summary, on the basis of the study of the influencing mechanism of 
management commitment to service quality in hotel on employee's job performance 
and turnover intention, this paper draws upon a series of conclusions. On one hand, it 
enriches and develops the related theory, such as Internal Marketing Theory, 
Relationship Quality Theory, Environmental Stimuli-Emotional States-Behavioral 
Responses Theory. On the other hand, it deepens the understanding of job behavior 
process of the hotel staff, offers a new perspective for the related research on 
improving employee’s job performance and lowering turnover intention. Finally, it 
provides the theoretic guidance for the implement of the strategy of enhancing 
employee’s job performance and the formulation of specific measures of lowering the 
employee’s turnover intenston. 
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